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	Overview

Country or Region: United States
Industry: Manufacturing
Customer Profile

Arrow Group Industries, based in Wayne, New Jersey, manufactures and distributes sheds, garden storage buildings, utility buildings, greenhouses, carports, patio covers, shelving products, and accessories.
Business Situation

The company’s IT staff spent too much time responding to help-desk calls, fixing IT problems, and manually managing its systems, which were based on Microsoft® Windows NT® Server version 4.0 and Microsoft Exchange Server version 5.5.
Solution

With help from Microsoft Gold Certified Partner Quality Technology Solutions, Arrow Group upgraded to Microsoft Windows ServerTM 2003 and Microsoft Exchange Server 2003, and it deployed Citrix MetaFrame XP Presentation Server.
Benefits

· Simplifies IT administration

· Saves IT staff time and travel costs
· Improves uptime

· Increases productivity

· Enhances security

	
	
	“We are taking a proactive role in meeting the IT needs of the company, not just fixing problems. Now we have time to work on efficiency improvements and other IT projects.”
Peter Moore, Director of Information Systems, Arrow Group Industries


	
	
	
	Arrow Group Industries, a manufacturer of storage buildings, needed to reduce the complexity of its IT systems. The company was using outdated hardware running Microsoft® Windows NT® Server version 4.0 and Microsoft Exchange Server version 5.5. The three-member IT staff spent most of its time reacting to problems and had difficulty supporting the company’s four remote offices. With help from Quality Technology Solutions, Arrow Group central​ized and simplified IT administration by implementing Microsoft Windows ServerTM 2003 and by deploying Citrix MetaFrame XP Presentation Server from Citrix Systems. The company also upgraded to Microsoft Exchange Server 2003. Arrow Group has reduced the number of help-desk calls from remote users by 50 percent and cut IT travel costs in half. The solution has also improved worker productivity, eliminated server downtime, and enhanced system security.
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Situation

Arrow Group Industries manufactures storage buildings such as sheds, greenhouses, and carports, which are available at home improvement stores throughout the United States, Canada, Europe, and South America. In 2004, the company earned in excess of U.S.$100 million in revenue. Head​quartered in Wayne, New Jersey, Arrow Group has 350 employees. 

Until recently, the company’s IT systems ran on hardware that was several years old and software that included Microsoft® Windows NT® Server operating system version 4.0 and Microsoft Exchange Server version 5.5. Three IT staff members supported the systems, which consisted of multiple servers and 150 workstations. Although the company has six locations—in New Jersey, Illinois, California, and Canada—only two of the locations have IT staff on-site. 

With the existing technology, the IT staff members could not automate or remotely complete many management tasks, such as installing software updates and enforcing policies across computer groups. As a result, the staff found it difficult and time-consuming to manage the environment. Overall, the IT staff spent 75 percent of its time reacting to problems. Supporting remote offices was especially problematic. 

“We spent a lot of time on the phone supporting the users,” says Peter Moore, Director of Information Systems at Arrow Group Industries. “Employees were doing things that damaged their workstations, and that created a lot of extra work for us.” Fewer than 50 employees worked at remote offices, but they generated about half the help-desk calls. Common issues included employees installing incompatible software that caused their computers to stop functioning. Also, after some workstation hardware failed, the IT staff had to reinstall all the applications and updates to rebuild the workstations.

Those offices that do not have IT staff on-site failed to back up their data to local servers on a regular basis and did not properly maintain the backup system. As a result, employees often could not restore deleted files. In addition, server computers throughout the company failed frequently and lacked the storage capacity that users needed. Because many problems could not be fixed remotely, the IT staff made quarterly trips to some of the remote sites to resolve various IT issues.

“It became a management nightmare,” Moore says. “We needed a centralized solution, so that we could better control the changes that users could make and better manage the systems in general.” 

In addition, Arrow Group experienced some problems with e-mail viruses and unsolicited e-mail messages. E-mail service is important for communication within the company and with retail stores that sell Arrow Group products. About 65 percent of the e-mail messages that the company received were spam, and it received many e-mail messages addressed to nonexistent users. Moreover, Arrow Group sought to ease management by creating a single point of administration for networking and messaging resources.

To address the issues related to IT manage​ment, system stability, data storage, and messaging, Arrow Group wanted to upgrade to newer Microsoft software and HP ProLiant server hardware. 

Solution

Arrow Group decided to implement a streamlined IT solution that would simplify administration and improve employee productivity. The company turned to Quality Technology Solutions (QTS), a network integrator and Microsoft Gold Certified Partner, to design and deploy the new system. The solution included Microsoft Windows Server SystemTM integrated server software such as the Microsoft Windows ServerTM 2003 operating system and Microsoft Exchange Server 2003. 

The project began with a QTS service offering called QuikDesign. In a multiday, interactive process, QTS trained the Arrow Group IT staff on Windows Server 2003 and Exchange Server 2003, as well as the Active Directory® service in Windows Server 2003. During the QuikDesign process, QTS, in turn, learned about Arrow Group’s business, network, applications, and users. Through this collaborative approach, QTS combined its own expertise and understanding of Microsoft best practices with the knowledge of the Arrow Group IT professionals to aid in the design and implementation.

Moore says that the QuikDesign process was critical to the project, helping QTS match the solution to Arrow Group’s needs and objectives. “QTS consultants said, ‘Let’s look at where you are now and where you want to go,’ ” says Moore. “They asked us how many sites we had, how many people were at each location, who talks to whom, and who shares information with whom. They iden​tified topics to help them recommend the optimal design.”

Arrow Group and QTS deployed the project in two phases, completing the first phase in April 2003 and the second phase in April 2004. 

In the first phase, QTS upgraded the com​pany’s domain from Windows NT Server 4.0 to Windows Server 2003 and Active Directory. Active Directory provides a central location for managing and securing user and computer accounts. QTS also centralized the IT systems by implementing Terminal Services in Windows Server 2003 and Citrix MetaFrame XP Presentation Server from Microsoft Gold Certified Partner Citrix Systems. Citrix MetaFrame XP Presentation Server extends the Terminal Services solution by providing additional management tools and enhancing performance.  

Now, instead of running software like Microsoft Office 2000 Professional programs on their own workstations, Arrow Group employees at remote offices access the programs through a central server at the New Jersey headquarters. Employees also use the remote-access solution to run Microsoft Internet Explorer 6 and the company’s UNIX-based enterprise resource planning software.

In addition, QTS implemented Microsoft Software Update Services (SUS) in Windows Server 2003. With SUS, Arrow Group automates the deployment of software updates to workstations, saving considerable time and effort while working to ensure that the updates needed to safeguard against security attacks are in place.

In the project’s second phase, QTS upgraded file and print services to Windows Server 2003 and migrated the company’s messag​ing solution from Exchange Server 5.5 to Exchange Server 2003. QTS also deployed Microsoft Internet Security and Acceleration (ISA) Server 2000—situated in the company’s perimeter network as a reverse proxy server—to prevent direct access to Exchange Server 2003 and Citrix MetaFrame XP Presentation Server over the Internet. This allowed QTS to close ports on the firewall and restrict inbound traffic to the absolute minimum necessary, while helping protect critical internal servers.  

In addition, QTS worked with the IT staff at Arrow Group to upgrade the database for a system that Arrow Group uses to elec​tronically exchange data with major retail stores. QTS and Arrow Group moved the system from Microsoft SQL ServerTM version 7.0 to SQL Server 2000. Like ISA Server and Exchange Server, SQL Server is part of Windows Server System.  

Moore says that the project went smoothly. QTS completed both phases on schedule and within budget—without disruption to the business. Now that the new solution is in place, QTS continues to provide support and server monitoring for Arrow Group. 
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“QTS contributed a lot of expertise and expe​rience to the project,” says Moore. “This im​plementation affected many different areas of the business, but the preproject planning helped tie everything together nicely without any disruption or serious complications.”

Benefits

The solution has helped Arrow Group simplify network administration, which in turn reduces the time that IT staff members spend on tasks and frees them to work on new projects to improve efficiency. What’s more, increased system performance has improved worker productivity. Arrow Group has also eliminated server downtime and enhanced system security.

Simplifies IT Administration

Terminal Services and Citrix MetaFrame XP Presentation Server ease management tasks. Because employees at the remote sites access applications running on a server, the IT staff does not need to load or upgrade software on those employees’ workstations. “When new employees are hired, they can configure a basic workstation and then log on through Citrix—and all their applications are there,” Moore says. “That makes adminis​tration a lot easier.” 

Because all files are now stored on central servers, the IT staff has gained control over when and how backups are performed. And when employees need training or have IT problems, the IT staff can help them quickly by remotely accessing the users’ work​stations. “We love the session-shadowing feature in Citrix,” says Moore. “We can connect to the exact session that the user is running and see the same thing that the user is seeing. It is invaluable, because it reduces the amount of time we spend on the phone.”

Remote Desktop for Administration in Windows Server 2003 also helps the IT staff manage servers from a central location. “From my desk, I can log on to and manage every one of my servers,” Moore says. “So, for example, when the IT person at our Illinois location is out of the office, I can monitor his servers as if they were here in New Jersey.”

Active Directory provides a single place for completing management tasks such as resetting passwords and configuring e-mail accounts. With Group Policy and Active Directory, Arrow Group easily enforces poli​cies for groups of users and computers. For example, the IT staff applied a policy to limit what users in remote offices can do with their workstations, thereby preventing potentially damaging actions like installing unauthorized software. Arrow Group also used Group Policy to centrally upgrade workstations to the Microsoft Windows® XP Professional operat​ing system with Service Pack 2. 

In addition, Arrow Group can quickly install software updates by using Software Update Services in Windows Server 2003. “We regularly review and approve any updates that the SUS server gets from Microsoft, and the server deploys the updates automatically the next day or overnight,” Moore says. “We are very happy to have SUS, so we don’t have to visit the desktops one by one.” The up​grade to SQL Server 2000 also has eased management by providing a simplified admin​istration interface and task automation.

Saves IT Staff Time
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By centralizing and improving system management, Arrow Group has cut in half the number of help-desk calls from remote users. The IT staff has also reduced by 25 percent the amount of time it spends reacting to IT issues.

“We are taking a proactive role in meeting the IT needs of the company, not just fixing prob​lems,” says Moore. “Now we have time to work on efficiency improvements and other IT projects.” For example, the staff is examining how employees use the company’s software to determine whether changes to the user interface could improve productivity. 

Reduces Travel Costs

The IT staff has reduced the number of trips that it takes to remote sites to upgrade software and fix IT issues. Previously, the staff took about eight trips a year, which cost a total of $20,000. Now that Arrow Group can perform upgrades and address issues from a central location, the company has cut the amount of travel expenses in half. 

Improves Uptime

The company’s IT systems are significantly more reliable than they were with the previous solution. In fact, since July 2003, Arrow Group has experienced no unplanned downtime. “Because of this solution, we have seen an elimination of server and hardware downtime over the last year,” Moore says.

Increases Productivity

The combination of new software and hardware has improved system performance. As a result, employees can access network resources much more quickly. For example, spreadsheets that used to take two to three minutes to open now open in seconds. 

Salespeople and managers stay productive while they are away from the office by accessing e-mail messages, calendars, contacts, tasks, and public folders through Microsoft Office Outlook® Web Access. Compared to Outlook Web Access in Exchange Server 5.5, Outlook Web Access in Exchange Server 2003 offers an improved interface and new features, such as spelling checker and task management. “Our employees were very excited when they saw the new Outlook Web Access,” Moore says. “It is easier to navigate and it looks a lot more like Microsoft Office Outlook, so it is more intuitive for the average user.”

Enhances Security

With Exchange Server 2003, Arrow Group benefits from tighter integration with Symantec Brightmail Anti-Spam software to reduce the amount of unsolicited e-mail messages, which hinder worker productivity and can contain worms and viruses. “I get several hundred spam messages a day, and all but a few get routed to the spam folder,” says Moore. “It’s unbelievably helpful.” Exchange Server 2003 also handles spam more efficiently by filtering messages at the Internet level, thus reducing processing and storage requirements. 

ISA Server helps provide secure access to Exchange Server over the Internet for Arrow Group workers who access e-mail and sales reports while out of the office. ISA Server also helps protect internal servers by monitoring all inbound traffic while concealing the identity of the internal servers. “We implemented ISA Server 2000 to help us prevent someone from getting into Exchange Server 2003 and causing damage,” says Moore. “Our private company information is more secure because of technology like Secure Sockets Layer encryption and ISA Server 2000.”



Microsoft Windows Server System
Microsoft Windows Server System integrated server infrastructure software is designed to support end-to-end solutions built on the Windows Server operating system. Windows Server System creates an infrastructure based on integrated innovation, Microsoft’s holistic approach to building products and solutions that are intrinsically designed to work together and interact seamlessly with other data and applications across your IT environment. This helps you reduce the costs of ongoing operations, deliver a more secure and reliable IT infrastructure, and drive valuable new capabilities for the future growth of your business. 

For more information about Windows Server System, go to:

www.microsoft.com/windowsserversystem 
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Software and Services


Microsoft Windows Server System


Microsoft Windows Server 2003, Standard Edition


Microsoft Exchange Server 2003 Standard Edition


Microsoft Internet Security and Acceleration Server 2000


Microsoft SQL Server 2000


Microsoft Windows XP Professional


Citrix MetaFrame XP Presentation Server


Symantec Brightmail Anti-Spam �
Technologies


Active Directory


Microsoft Office Outlook Web Access


Microsoft Software Update Services


Terminal Services





Hardware


HP ProLiant DL360 and DL380 servers
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Quality Technology Solutions�
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For More Information


For more information about Microsoft products and services, call the Microsoft Sales Information Center at (800) 426-9400. In Canada, call the Microsoft Canada Information Centre at (877) 568-2495. Customers who are deaf or hard-of-hearing can reach Microsoft text telephone (TTY/TDD) services at (800) 892-5234 in the United States or (905) 568-9641 in Canada. Outside the 50 United States and Canada, please contact your local Microsoft subsidiary. To access information using the World Wide Web, go to: � HYPERLINK "http://www.microsoft.com" ��www.microsoft.com�





For more information about Quality Technology Solutions products and services, call (973) 984-7600 or visit the Web site at: �� HYPERLINK "http://www.qtsnet.com" ��www.qtsnet.com�  





For more information about Arrow Group Industries products and services, call (973) 696-6900 or visit the Web site at: � HYPERLINK "http://www.sheds.com" ��www.sheds.com� 











“Our private company information is more secure because of technology like Secure Sockets Layer encryption and ISA Server 2000.”


Peter Moore, Director of Information Systems, Arrow Group Industries
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“Because of this solution, we have seen an elimination of server and hardware downtime over the last year.”


Peter Moore, Director of Information Systems, Arrow Group Industries
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